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EXECUTIVE SUMMARY:
FINDINGS AND RECOMMENDATIONS

The U.S. Department of Labor, Employment and Training Administration,

funded Social Policy Research Associates (SPR) to evaluate state and local One-Stop

systems in the first nine states that received One-Stop implementation grants. The
Evaluation of the Initial One-Stop Implementation Experience had the following
objectives:

To document the progress of the initial nine implementation states in
planning One-Stop systems and developing policies to support the
implementation of these systems.

To document the implementation of local One-Stop centers operating in
a wide range of environments.

To identify key factors that have facilitated or impeded state and local
One-Stop systems in their ability to meet the federal One-Stop themes
of universal access, customer choice, service integration, and
accountability for customer outcomes.

KEY FINDINGS

Accomplishments in Implementing State and Local One-Stop
Systems

1.

State and local One-Stop system-building efforts are being driven by a
shared federal-state vision that emphasizes the importance of ()
meeting customer needs, (b) offering high-quality, user-friendly
information tools, (c) treating both job-seekers and employers as
important customers of the public workforce development system, and
(d) coordinating customer services across different programs and
funding streams.

The early stages of One-Stop service redesign have led to significant
changes in the services provided to employers and job seekers. Both
employer and job-seeker customers are enthusiastic in describing One-
Stop career centers as improvements over the previously uncoordinated
system.

The transformation of workforce development services from separate
and discrete categorical programs into coherent seamless systems is
occurring through an evolutionary process.

Early One-Stop implementation efforts in most sites emphasized
forming partnerships, developing shared physical facilities and
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Final Report: Creating Workforce Development Systems That Work

shared decision-making processes, and developing integrated
front-end services, such as intake, orientation, and preliminary
eligibility assessment.

- Much progress has already been made in creating high-quality
universal One-Stop services.

- However, many states and local sites are still relatively early in
the process of consolidating enhanced services for job-seekers
and employers.

Factors That Have Influenced One-Stop System
Implementation

4. Factors that appear to have facilitated the development of effective One-
Stop partnerships and the achievement of system transformation goals
include the following:

- Astrong history of collaboration among local workforce
development programs prior to the One-Stop initiative.

- A state One-Stop design that provides clear guidelines for local
One-Stop systems but also allows local One-Stop partners
substantial discretion to tailor One-Stop systems to local needs.

- Continued active involvement over time by a broad range of
state and local planning partners in ongoing planning and
oversight of the evolving One-Stop system.

- The involvement of direct service staff from participating
agencies in the planning of shared facilities and consolidated
services over an extended planning period (e.g. 6 months to a
year) prior to opening the One-Stop center.

- Formal planning linkages between the One-Stop initiative and
school-to-work and welfare-to-work systems at both the state and
local level.

- An attractive, accessible physical facility that supports both a
flexible customer flow and frequent interaction among staff of
partnering agencies.

- The ability of One-Stop staff from different agencies to exchange
relevant information and communicate via electronic mail on a
regular basis.

- Careful attention to the capacity building needs of One-Stop
managers and local staff to help prepare them to deliver
integrated customer services.

Social Policy Research Associates ES-2
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5. The development of integrated One-Stop systems is also occurring in
the face of significant barriers in a number of sites. These barriers
include the following:

- The absence of a federal legislative mandate for the development
of integrated state workforce development systems. The fact
that workforce development block grants were not approved by
the 104th Congress removed a key source of federal policy
support for the integration of One-Stop services by states. It
also removed an expected source of financing for integrated
services.

- The resulting continuation of federal categorical funding
streams, each with its own mandated targeted population,
eligibility criteria, reporting requirements, and performance
standards.

- Concerns about how to ensure that individuals from groups with
special needs will have access to the services they need. Each of
the categorical programs has its dedicated constituency
concerned about the needs of a targeted population group. For
example, key constituencies are concerned about how veterans,
individuals with disabilities, at-risk youth, welfare recipients,
non-English speakers, and other special groups will fare in a
system that is not designed around special programs for each of
these groups.

- Concerns about the job security of the workers in the various
agencies currently responsible for administering each of the
categorical programs.

- Declining overall public investments in workforce development
programs and services. A number of respondents indicated their
concern that they were being asked to “do more with less.” If
overall resources continue to decline, even an integrated
workforce development system will find it difficult to deliver
high quality services to a diverse customer base.

These factors, although they make One-Stop implementation more
difficult, need not prevent the creation of successful integrated
workforce development delivery systems. Indeed, the continuation of
categorical programs helps to ensure that One-Stop systems will arrive
at an appropriate balance between attending to the needs of the general
public and those of subgroups facing special employment barriers and
possessing distinctive service needs.
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Progress in Furthering the Goal of Universal Access

6. One of the most significant accomplishments in furthering the goal of
universal access has been the development of high-quality “self-access”
information services, which are available to all individual and employer
customers. Self-access services expand and enrich the services available
to the general public and have been well-received by a number of One-
Stop customers, including individuals who have not previously used
public workforce development services.

7. Additionally, a number of sites have improved service accessibility by
(a) extending the hours of center operation and (b) making automated
information services available to customers from a number of different
locations, including remote access from home and business computers
equipped with modems.

8. In the absence of federal legislation providing additional funding for
universal services (e.g., through state workforce development block
grants), most states and local sites have been able to offer only limited
staffed or guided One-Stop services to the general public beyond the
services traditionally provided by the ES and Ul programs (e.g.,
application for Ul benefits, access to job listings, and referral to jobs in
response to job listings posted by local employers). A few sites have
attempted to make more intensive services available based on individual
customer needs and interests rather than categorical program eligibility.

Progress in Furthering the Goal of Customer Choice

9. One-Stop sites have expanded customer choice by providing high-
quality information about labor markets and available service options.

10. Within a given One-Stop center, customers are generally given a choice
among several different modes of service delivery, such as self-access
information services, group workshops, individual counseling sessions,
and more intensive education and training supports. More staff-
intensive services are often reserved for customers eligible for specific
categorical programs, such as welfare-to-work programs, JTPA-funded
programs, and vocational rehabilitation programs.

11. Many One-Stop centers have also expanded customer choice by
offering a large number of brief workshops and training sessions
covering different aspects of career decision making, resume
development, job search, and skills needed for career advancement.
Customers are able to choose between attending individual or
sequenced sessions.

12. Most local One-Stop systems offer customers the option of receiving
services from several different One-Stop centers within the same
service area. In some systems, local centers are encouraged to tailor
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their offerings to meet the needs of local customer groups and to
increase overall customer choice within the local system.

Progress in Furthering the Goal of Integrated Services

13. Initial efforts to increase service integration sometimes caused
organizational strains within and between One-Stop partner agencies
about how to coordinate or consolidate services across staff from
agencies with different ways of doing things and different “agency
cultures.”

14. As a result of formal One-Stop partnerships, a number of sites have
consolidated outreach, orientation, and intake services. Fully
integrated intake was not usually achieved during the early stages of
One-Stop implementation because of the difficulties associated with (a)
conforming the information and reporting requirements for different
programs and (b) creating consolidated information systems.

15. All case study sites identified an integrated system of employer services
as a high priority goal, but few had completed their redesign of
employer services during the first year of One-Stop implementation.
Improved employer services under consideration or development in
most sites included

- improved job and resume listing services, including services
integrated with America’s Job Bank and America’s Talent Bank.

- improved software to match applicants and jobs,

- development of a number of enhanced services available to
employers on a fee-for-service basis, including services to assess
and train incumbent workers and assist with large-scale hiring
efforts, and

- integrated or coordinated systems of employer account
representatives to coordinate and broker services for individual
employer customers.

16. In a number of sites, policy makers and managers appear to be facing a
critical decision point: whether and how to proceed with further
integration of enhanced job-seeker services. Concerns include (1) how
to ensure that One-Stop services will remain responsive to the widely
varying needs of One-Stop customers from various subgroups, (2) how
to prepare partnering agencies and staff to take on different
responsibilities in an integrated service delivery setting, and (3) how to
prioritize the needs of different customers.

Progress in Furthering Accountability for Customer Outcomes

17. Most states and local areas made significant progress during the initial
stages of One-Stop implementation in developing an overall menu of
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One-Stop performance measures for future use. They also began
collecting information on customer satisfaction and other measures that
can be used to assess system-wide performance over time.

18. At the local level, some One-Stop centers began to use information on
customer outcomes and satisfaction to support system-wide
improvement efforts.

19. States and local areas had different opinions about whether One-Stop
performance measures should ultimately supplement, subsume, or
replace the performance measures currently in existence for individual
categorical programs. A number of states are waiting for additional
federal guidance on One-Stop performance measurement issues from the
national workforce development performance measures policy group.

RECOMMENDATIONS

Federal, state, and local policy-makers could support efforts by local workforce
development systems to further the One-Stop goals of universality, customer choice,
integration, and accountability for customer outcomes by pursuing the following
objectives.

1. Develop a number of different approaches that could be used by local
One-Stop systems to finance the delivery of integrated One-Stop
services.

- Support the development of alternative cost-allocation practices.

- Work to increase the flexibility of program regulations so that a
number of different funding streams can be combined
(preserving the eligibility requirements associated with each
funding stream) to support the delivery of integrated One-Stop
services to both customers eligible for targeted services and the
general public.

- ldentify additional funding sources, including user fees, that can
support the development and delivery of first tier (self-access)
and second tier (guided or group) services to a broad range of
One-Stop customers.

2. Work toward improved collaboration among workforce development
agencies and programs at the federal and state level, including, but not
limited to, programs funded by the U.S. Department of Labor, the
U.S. Department of Education, the U.S. Department of Health and
Human Services.

- Continue to work to develop consensus about standardized
workforce development reporting and performance measures on
an interagency basis at the federal level.
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Encourage collaborative linkages between welfare-to-work,
school-to-work, and One-Stop implementation efforts at all
levels.

Address legislative and regulatory barriers to integrating service
delivery across all workforce development programs, including
vocational rehabilitation and veterans employment services.

Support the development of federal, state, and local interagency
collaborative service approaches to meet the needs of individuals with
“special needs,” such as welfare recipients, individuals with
disabilities, migrant and seasonal farmworkers, and veterans.

Plan for on-going investments to update and maintain over time the
automated self-service information products and the information
infrastructure that supports them.
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